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ABSTRACT

Thirty-three adult male eaployees at a cheaical
- plant completed a Worker Opinion Questionnaire (W0Q) designed to
yleld a measure of worker satisfaction. The quality of their job
perforsance was obtained by seans of supervisor ratings. Eighteen of
the subjects vere involved in "skilled labor and fifteen in
“unskilled® lahor. It was hypothesized that the relationship betuecen
satisfaction and performance woulid be significantly different for the
tvo groups. The mean W0Q scores for the two groups did not differ
sigrificaatly, nor did the mean performance ratings. The Pearson
product-mosent coefficieprts of ccrrelation between performance
ratings and W0Q scores were significantly different. The authors
ocfer a raformalation of their origyinal hypothesis Lased on an
operant behavior model. (Authors/TL)
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SKILL LEVEL AS A FACTOR IN THE RELATIONSHIP BETWEEN
WORKER SATISFACTION AND WORKER PERFORMANCE

The relatlonshlp between wcrker satistaction and producilvity has
long been a source of uoatroversy. Some resesrchers have found a pos-
"“tlve correlation betwean the two variables while others have elther found
no systematic ralatlonship or have detected a negative correlation. One
way to Interpret these contradictory findings 1Is o argue thj the rela-
tlonship tetween worker satl.fzctlon and performance ls deparident upon
som¢ othor variable (or set of variables) not accounted for In prevlous
studles.

The present research projuct grew out of the Investigators"hunch"
that <ine relationshlp between worei satisfaction and performance s [nflu-
enced by the *ype of woirk being done. More specificaliy, it was hypothe-
slzed that the relatlonship between satlisfaction and performance would de
signlflcanfly difterent for a group of skl lled workers than for o group
of‘unskll!od workgks. This hypothesls grew out of a bellef that perfor=~
.ance on tosks lnvolving consldersble cognltive ucflvi1y would bs more
Influenfgz by attitudin.l factors than wou!d performance on tasks lavolving
ninimal cognitive activity. In other words, the researchers expected to
find that wien & person |s requlred %o perform compltex, ski!led bdbehavlors,
the auallty of his performance Is influiqcad {atgely by his artitule toward
his work. ¥hen behavio: Is less skilled and more a matter of physical pro-
wess, however, attltude was expected to play Iittie role In determining quer~

-

tity and juallty of performance.




METHOD

Subjects

Sublects (Ss) for the study were 33 adult r;nale non-salaried employees
at a large chemical plant located In tha western United States. The plant
employs approximately 400 men and is engaged in a contlnuous production,
process type oparatlion. The workers are nci~unionlzed and perfe®m a varlety

2 of tasks from simple menlal labor to compiex maintenance miliwrlighting,
welding and machining. Elghtesn of the sudbjects were from the Malntenance
Department of the plant and 15 of the subjects were 'Tappers" Ifrom the
Furnuce beparfmenf.

The malnfﬁnahce men are located throughout the plant and are engaged
In mlitwrighting, weldlng, metal work, |lght construction and generali
ma!nfenan;:g and repaif, Ailthough the hourly .pay for malntenance workers
Is not signlficantiy different from that ot otier workers, the maintenance
work ls alnps‘l excluslvaly day work wlth great opportunlities for overtime,
and Is congldered to be fhe ron-salarled posltion of hlghest stetus and
skill In the plant,

Because nf the nature of thelr work, tapgers were chosea as fhe
unskllled group fo‘r cur study. Ac thalr classlflcation describes, there
men are responsible for removing the waste products, In the fori of moiten
rock or metal, from the electrical furnaces, ]They are aquipped wlith asbestos
sults and a I.ong metal bar we'ghing approxlmafély 35 pounds which Is used
to rod .1'he hole as the molten metal flows out through & sllica ‘sand channel .
After the hole has baen plugged, the tappers are then required to dig out

» and clean the channels for ths next tap. Because of the great physicel
strain, the extreme heat and & greater probadiiity of Injury, the tappe-'s
O _5b 13 one of the least sought Jobs In the plant.
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Procedure

Each subject was given a Worker Opinion Questionnaire (W0Q) patterred
after thoso developed by the Cornell 3Study researchers (Smith, 1967).
The questionnalres uore.dlstribufed tn the various subjects durling working
hours by a meﬁber of the Personnel Department. Tﬁe subjecis were told
that the research was being carrled out by students of Industrial behavior
and that fliling out the questionnaire was coripletely voluntary. It was
also explained to them that the results would have no effect upon their
job security because no one but the researchers would know of Indlvidual
answers. The questionnalres were then placed in envelopes by each subject
and dellvered to the researchers unopened. Instruction on the questlonrnalres
explained to the workers that thelr responses would be kept anonyrous and
would be used for research purposes only.

A measure of worker performance was obtalned by having supervisors
rate each man on a 5 point scale from A or 5 (Superior) to £ or |

(Unsatlsfactory) regarding the quantity and quality of his work.

RESULTS

i
A total score for each subject cn the WOQ vas obtalned by summing

his 5ub-+esf scores. The mean WOQ score was found to be 48,78 for
workers and 43.40 for tappers. Thege m2ans were compared usfng the pro-
cedure outlined by Garrott (1958, pp. 223-225) for “esting the slignlflcance
of the dlfferoqée between means In small independent samples; the mear~
dld not dlffir s}gnlf!canfly at the .0; level of confldence.

The mean of performance ratinys was found to be 2.33 for nalntenance
workers and 2.27 for fapperé. These means dld not dlffer significantly

at the .05 level of confldence.
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WOQ scores were correlated with performance ratings vithin each
group of subjects. The Pearson product-moment coefficient of corretation
was -,06 for maintenance workers and +.62 for tappers. The latter
coafflclent was significantly different from zero at the .05 level of
confldence. The dlrference between the two correlation coafficlients
attained slgniflcance at the ,05 level but In the opposlte direction from

that expected.
DiSCUSSION

The value of any study resides [n its I[mplications for actlon, be It
reformulation of theory or recommendatlon for behavioral change. The
findings of the present study, If accepted at face value, certalnly suggest
the need for reformulation of the investlgators original "theory".

A careful reexa@inaflon of the actual work performed by each of the
groups of workers studled suggests a possible explanatlon for the unexpected
findings. Tappers are requlred to stand near a ho+ furnace and, with a
long ﬁefal rod, remove a wooden plug so that molten rock (slag) runs dowr
a trough and away from the furnace area. A few minutes later ha Is
requireé to drive a new plug Into the hole In the furnace. In both cases
fhe tapper recelved Immedlate visual and kinesthetlc "feedback" regardling
the quallty of his performarce. Errors may cause spllling of slag and
possible (njury to the tapper and hls fellow workers; ai best an srror
requires that he perform the task again,

fmong malntenance workers feedback [nformation regarding quallty
of parformnnce Is seldom immedlats., A roplaced bearling may appear to

work only to "go out" In & few hours, a machlne part may appear to be the
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correct size until it is actually carried to another part of the ptant and
f1+ted, a weld may hold for years or for onty a few minutes.

1f, as SkInner (1968) has argued, immediate feedback concerning the
appropriateness of a response Is positively reinforcing, we would expect
workers who receive such feedback to repeat the behavior., At first the
new worker would receive positive reinforcement (from self and from others
in the form of verbal Eralse) for a "satlIsfactory" performance but, as he
continued, the quality of pérformance wollld increase through a process of
successive approximation until a high level of performance is attained.

Any given work situation involves not only overt behaviors, but feelings or
. affections as well. in a situation where the worker has recelved immedlate
poslflve.relnforcement we would expect Hlm to repcrt positive feelings--
verbal expressions of satisfaction, accomplishment, etc., associated wlth
hle bshaviorsl responsec. On the other hand, if a worker does .ot ;erform
a response adequately he recelves no immediate positive reinforcement and
his self reported feelings are not of a positive nature. Note that this
behavioral model does not necessarli; imply a cause and effect relatlonship
betwean performance and satlsfacticn--both are a by-product of Immeulate
reirforcement,

What aonf thuse workers, such as the maintenance men, who recelve
Clittle If ;ny Immediate feedback regarding the quallty of their work? A
behavlioral mode! suggests *Hs* feedback greatly separated In time from an
antecedent response would not be relnforcing. Quallfy of performance,
therefore, could not be expected to be systematlcally related to attltude.

Making Inferances asbout a population from sample results Is, at best,

8 risky undertaking. In the present study tsppers were selected to repre-
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sent unskilled workers and malntenance workers were chosen to represent
skllled workers. The degree *o which these sub-samples are truly repre-
sentative 1s open tc question. We are probably quite safe in making Infer-
ences about tappers ond malntenance workers at the particular plant, less
safe In making Inferences about tappers and malntenance werkers In general,
and even Iess safe In Infsrring about unskilled and skllied workers. Results
of ths preﬁgnf study are in need of cross-validation usirg subjects from

a varlety of cccupations representative of skliled and unskllled workers.
It is possible thai Cuv "neQ fhéory" based on cperant behavior concepts
would not hold up in situations where work Is so simple that satiation of
reinforcemant occurs quickly. At any rate, the present project stroagly

suggests a need for further research.
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